Assignment 4002 Part 2
The importance of effective communication in the workplace
[bookmark: _Hlk72323537]Juneja suggests that effective communication is the life blood of any organisation in order to achieve its given goals (Juneja, 2021). Communication channels would exist between the manager, employees, senior management, suppliers and customers and would therefore be seen as flowing Upward, Downward Lateral Diagonal and External. Effective communication by a manager allows the team to achieve its goals. Good communication within the organisation helps with decision making processes as it recognises different courses of actions. It should also motivate team members by clearly identifying their roles and what they need to achieve and analysing their performance. This clearly will help team members in a change of attitude, likening a well-informed employee as someone with a better attitude towards their purpose within the team and a not so well-informed team member as having a less positive attitude.  
The importance of effective communication should never be underestimated as it assists with some core elements of management i.e., Planning, Organising, Leading and Controlling, the fundamentals, for managers to perform their roles and responsibilities. Managers also need to be proficient and active when delivering and receiving messages. They should also be aware of a variety of communication hurdles and strive to develop an effective communication system inclusive to all and the “building block of a successful organisations” (Communication Theory, 2014).
Communication should always be accurate, specific and explicit with emphasis that it is in a form relevant to the receiver.  
[bookmark: _Hlk72350271]In order to achieve what is relevant we would need to explore the mechanisms of communication and their meanings? Communication means transferring thoughts, information, emotion and ideas through gesture, voice, symbols, signs and expressions from one person to another. Generally accepted is that communication is seen as two forms, Verbal and non-Verbal.  
Juneja goes onto suggest that communication happens as oral (vocally, verbally) or with written words (Juneja, 2021). The author suggests a good example being when a baby cries, are they expressing a verbal message that they could be hungry or in pain? Generally, when a conversation takes place, it requires focus and interest from the receiver and does not always capture the full content, in addition differences of opinions should be talked over on a Face-to-Face basis this helps in resolving any issues quite quickly ending any issues or concerns. However, a written message is widely accepted as being a permanent means of communication and will act as a record if needed of the conversation, therefore making it a more valid and reliable source of communication compared to speech. It is widely recognised that in a working environment any written communication needs to be of a standard that demonstrates the competencies within that organisation, failure to do so could have a negative bearing on the organisation.  
[bookmark: _Hlk72406704]Non-Verbal Communication is a combination of Feelings, Gestures, Eye contact, Body posture and movements and Facial expressions. Research has suggested that 50% of first impressions come from non-verbal communication. Only 7% of communication comes from words (Chapman and Mehrabian, 2017). Once again Juneja (2021) recognises the components of Non-Verbal communication as:  
Kinesics: Which is the study of facial expressions, postures and gestures. 
Oculesics: Probes the role of eye contact 
Haptics: Is the study of touching. 
Proxemics: Looks at the measurable distance between people as they interact. 
Chronemics: Analysis the use of time in non-verbal communication
Paralinguistics: Explores the variations in pitch, speed, volume, and pauses to convey meaning. 
Physical Appearance: Is an excellent contributor to how people judge and identify with you. Within our work, a youth setting, the day-to-day appearance of both workers would be informal dress, however, when we attend particular meetings, it would have to be formal attire.
To summarise what we say is not as important as how we say it because words are only 7% of our communication. Understanding non-verbal communication is a sizeable driver in helping us form first impressions. 
Professor Albert Mehrabian has pioneered the understanding of communications since the 1960s creating understanding of non-verbal communication and body language. Mehrabian suggests that his formula (7%/38%/55%) was established in situations where there is incongruence between words and expression.
•	 “7% of message pertaining to feelings and attitudes is in the words that are spoken.”
•	“38% of message pertaining to feelings and attitudes is paralinguistic (the way that the words are said).”
•	“55% of message pertaining to feelings and attitudes is in facial expression.” (Chapman and Mehrabian, 2017)
It is important to recognise that when the communicator is only talking about feelings or attitudes then this equation applies.  This model is helpful and does not rely on the spoken word only, especially in situations where that oral communication has emotional ties. This is supported by the author who states: “The value of Mehrabian's theory relates to communications where emotional content is significant, and the need to understand it properly is great.” (Chapman and Mehrabian, 2017).
Within our work setting with young people some of the above traits are recognisable on a daily basis. Our young people can be shouting or very loud usually to attract attention to themselves or to control a situation. However, there are instances when usually a bubbly young person will demonstrate a closed body language usually signalling that something is not right or someone has upset them. We have one young person in particular who stares constantly and uses facial expressions to disapprove of someone or something.  Body language always plays a major part in recognising problems the usual posture is crossed arms with a sulky like face or coming and going from an activity. 
Our direct communication with Children and Young people is both verbal and non-verbal. Language has to be simple when engaging sometimes reducing it to a level both in terms and form that they can easily understand. Greetings and engagements (Vocally) are low pitched and soft. Always open body language, no formal greetings just a friendly face. Eye contact is always important when engaging. Dress sense is important but relevant to the environment. When engaging with other professionals, Greeting and dress are formal, with kinesics important at meetings, seminars and workshops. Eye contact must be directly at your receiver. Combined, Berlos and Mehrabian research enhances the experiences, brings benefits, helps identify issues and build positive relationships with stake holders across the board. 
[bookmark: _Hlk72406045]To understand the basics of effective communication we need to explore several models. One of which is Berlo’s SMCR model. Janse, B. (2018). 
[image: ]
The acronym SMCR stands for: Source, Message, Channel and Receiver. 
However, Berlos model recognised that each component could be influenced by a variety of factors. Berlo also argued that his communication tool would also be more efficient because it concentrated on the coding and decoding of messages. Berlo describes the Sender as the source of the Message who sends it to the Receiver. Berlo recognised that there is a need for the message to be taken effectively both the sender and receiver have similar skills and attitudes, for example reading, listening speaking and a familiarity with the message subject will make the message more real. Concerns centred around the sender covers their attitude towards the audience, receiver and subject. These factors can directly change the meaning and consequence of the message. Other indicators can be the values, beliefs, religion and rules directly impacting on the message, alongside location and circumstances. Culture can be a factor in the mis-interpretation of the message.
[image: ]
(Janse, 2018)
Historically Claude Shannon and Warren Weaver (Communication Theory, 2020) developed a communication model to improve technical communication. (Janse, 2018) However this model was originally considered as mathematical with 6 concepts: Sender, Encoder, Channel, Noise, Decoder, Receiver. 
· Sender or (Information Source)
The source of the information chooses the message and this can be sent in a variety of ways: Orally, Written, Body Language, Music, Drawings. A good example within the work setting would be a workshop where the topic can be explained through several of the above means achievable through diagrams, speaking, notes and body language. 
· Encoder (Transmitter)
This model was designed to explain communication through the telephone or computers. However, encoders can also be human, turning the ideas into spoken and written words in order to communicate with people. An example of an encoder is a radio, which changes voice into waves, this in turn is sent through the radio to an audience. Within the workplace, computers do exactly the same in an email through writing a message.  
· Channel
The channel or infrastructure sends information from the sender and transmitter through to the decoder and receiver. The internet, Wi-Fi or cables are common channels, however in face-to-face communication at work, voice via mouth to the receiver’s ear are channel modes.
· Noise
Described as being internal or external and will confuse the understanding of a message. This could simply be the misspelling of a word or wrong verb not allowing the receiver to understand the message correctly. With texting words are sometimes not as they seem and at work clarity sometimes needs to be sought to the identify the word. Also, loud voices in workshops can impact on the receiver hearing what is being said.  Dialect, quietly speaking or even a headache are good examples of internal noise.
· Decoder
A Decoder would read a message and make sense of it. Within the work setting a computer decodes the message from a binary form into understandable words. Telephone signals coverts waves or digits into sounds, whereas mobile phones can turn data into readable /listenable messages. Face to Face work will occasionally require the receiver to decode and look for the understanding of the message.  
· Receiver (Destination)
Once again this could be a person or mechanism. Payment systems, the person sending emails or answering the phone. Finally, the message is delivered in a form that could have been contaminated by noise. Within the workplace accounting for funding/finances needs to be clear of any noise. This is why finances go through a series of checks by workers, trained personnel and finally accountants to ensure that the message has not been contaminated by noise.    
Within our organisation an example of linear communication would be: Leaflets, Facebook posts, timetables. We would measure the effectiveness of the process by the messages we would receive and attendances at activities.
Unusually a 7th concept (feedback) was added by Norbert Weiner which changed the model from linear (only flows one way) to a cyclical model. Feedback allowed for the receiver to acknowledge from the sender that they have received the message and to close the correspondence, therefore completing the loop. (Communication Theory, 2020)
Below is Osgood’s and Shramms example of a cyclical model. Important to note that this model highlights equality and is reciprocal with both the sender and receiver equal to decode and encode messages. Predominately a method preferred in face-to-face situations where feedback is instantaneous, therefore not allowing for “noise” to contaminate the conversation. Examples in the workplace could be video calls, a good example of this communication mode was our presentations to fellow students where immediate responses were required. (Drew, 2020) 
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(Drew, 2020) 
Examples of cyclic communication methods channels within our organisation would be email, Facebook messages, texts, telephone and video calls, Face-to-Face engagement. 
Recently I undertook an evaluation of my own communication skills. After receiving feedback from a presentation and from fellow workers/professionals, I have used a SWOT Analysis to summarise these findings. In addition, I have used my own assessment of my skills, as seen below: 
[image: ]
[bookmark: _Hlk73027128](Gonder, 2021)
Reflecting on my SWOT analysis, I believed it would be helpful to develop a Personal Development Plan (PDP) with SMART objectives to plan improvements for my communication skills that can be seen on the next page.
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CONCLUSION
Communication is important in the workplace. By recognising and using the appropriate methods of communication, will result in encouraging and valuing your stakeholder’s investment in your workplace. Personally, and professionally, you will bloom and become a valued member of your management team on a variety of levels.  
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